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Tourist traffic plays a very important role in the development of tourist industry. 
It determines the internal and external accessibility of a tourist destination, is the 
essential prerequisite and the basement of a tourist destination’s sustainable 
development. Although some scholars have paid attention to the tourist transport, the 
studies of tourist transport service quality are usually not deep enough. Therefore, this 
paper takes Xiamen as an example, focuses on the road tourist transport service 
quality in Xiamen city. 
Based on the SERVQUAL evaluation model and combined with the 
characteristics of tourist transport, a modified SERVQUAL model with five 
dimensions, including safety in it is developed. Questionnaire survey is used to get the 
service quality of the typical tourist transport tools in Xiamen: taxi and touring coach. 
And through the data analysis, the author gets the results of tourist transport service 
quality in Xiamen. 
The conclusions are as follows. The measure applicability of the modified 
SERVQUAL model is well confirmed. Tourists who travel to Xiamen are generally 
satisfied with the tourist transport service quality in Xiamen. The score of taxi service 
quality is 84.0 of one hundred points while touring coach is 90.5. So the service 
quality of touring coach is better than that of taxi in Xiamen city. There are many 
aspects need to be improved, but the attention should primary concentrate on the 
relationship between the taxi and touring coach drivers and passengers, the problem 
of picking up tourists for taxi and arriving on time for touring coach. 
The innovation of this paper is developing a suitable scale for measuring tourist 
transport service quality in cities based on the SERVQUAL model and analyzing the 
contents of tourist transport service quality deeply. The enhancing directions and 
priorities according on all the analyses have practical significance for improving the 
tourist transport service quality of Xiamen, and is conducive to the sustainable 
development of Xiamen tourism industry.  
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